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SERVICE STANDARDS NEIGHBOURHOOD PARTNERSHIP COMMUNITY GRANTS FUND
CUSTOMER CARE

The Neighbourhood Partnership Community Grants Fund staff will uphold the published PACE
Support Service Standards for Customer Care

Customer care - For all enquiries
o We will seek feedback from our customers on how we can improve our services
o We will find the most effective way to work and communicate with you across locations
and make the best use of technology to do this

Helping Customers on the phone
o We will answer the phone within five rings
¢ We will deal with any enquiry or complaint on the spot if we can
o We will tell the customer what we can do and when, or say why we can’t help, and refer
them to someone who can

Helping Customers Face to Face
o We will see our customers within 5 minutes of the agreed meeting time
o If a customer doesn’t have a meeting, and the first member of staff who sees them cannot
help, we will make sure that they see the right person within a further ten minutes

If you contact us by e mail or letter we will
e Answer your enquiry within 5 working days (Council wide standard is 10 days) or keep you
updated if an answer will take longer
e Make our letters and e mails clear and easy to understand

What you can expect when you make an application for a grant from the Neighbourhood
Partnership Community Grants Fund
e We will provide information, application packs and guidance notes on our website or by
post if preferred
¢ We will acknowledge receipt of your application within 5 working days and inform you of
the expected decision date
e We will process your application within 4 weeks of the date of the Neighbourhood
Partnership meeting (subject to the application being complete)
¢ We will inform you whether the application has been successful within 10 days of the
publication of the decision by the Neighbourhood Partnership

Process for payment of Community Grants Fund grants to successful applicant groups
o We will action the payment request within 10 working days of receiving the completed
funding agreement and acceptance slip from the local Partnership office
e The grant will be paid into the group’s bank account by direct transfer (BACS) within 5
days of submission of the payment authorisation to the Finance section from Services for
Communities



